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With the deepening of economic globalization, the increase of international 
trades, as well as the improvement of people’s living standards, China’s civil aviation 
industry has made rapid development in recent decades. More and more consumers 
choose to travel by air. However, spate of multiple aviation accidents took place in 
2014 and it is not uncommon that Chinese consumers made serious troubles at the 
airport and airplane. In today’s marketing environment, whether the consumers’  
concerns about air-travelling will affect the evaluation of customer satisfaction of 
China’s civil aviation industry? The author carries out this study and focuses on four 
main aspects: the influnce of perceived risk on customer satisfaction; the influence on 
both consumer expection and perception; the regulation role of perceived risk among  
expection-perception-satisfaction model; and to complement the model of CACSI. 
In this study, the author used SPSS 20.0 to analyze datas from 337 questionnaires. 
Through descriptive analysis, correlation and regression anaysis, this study has drawn 
four main conclusions: 1) The demographic variables like gender, age and occupation 
have no effect on the customer satisfaction of airlines, however, the type of airlines 
and the rate of taking planes have significant effct on it; 2) Two main factors which 
affect the customer satisfaction of China’s aviation mostly are consumer expection 
and consumer perception; 3) The higher the perceived risk of consumers, their 
exceptions, perceptions and satisfactions of airlines are higher; 4) Consumers whose 
percevied risk are higher have stronger positive correlations among consumer 
expections, consumer perceptions and satisfaction. 
In order to get the overall consumer satisfaction improved, firstly, the author 
recommends airlines to improve the quality of services constantly and to make 
surprises for consumers. Secondly, airlines need to make a distinction between 
executive passengers and others as to give them better services. Thirdly, all airlines 
should focus on aircraft punctuality, dining and seating quality, as well as flight safety 
issues, meanwhile, they should pay more attention to communicate with 
emotion-sensitive customers to defuse the crisis and enhance the satisfaction of the 















































consumers when dealing the non-normal flights. 
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的民航大国。[1]2013 年，我国定期航班航线里程 410.60 万公里，民航客运量 3.5397
亿人次。2014 年，我国民航客运量同比增长 10.6%，超过 3.9 亿人次，民航客运
周转量达到 6333.3 亿人公里。[2]仅 2014 年 6 月，全国民航各类航线共发送旅客
3060.7 万人，其中国内航线（含港澳台）共发送 2824.1 万人，国际航线 236.6 万





意见》指出，我国的航空业要实现规模化发展，到 2020 年飞行小时数达到 200 万，
2030 年飞行小时数达到 800 万以上。依据《建设民航强国的构想》，到 2030 年，
我国人均航空出行次数将达到 1 次，旅客吞吐量将达到 30 亿人次，为目前旅客吞





年 3 月 8 日，从吉隆坡飞往北京的马航 MH370 航班失去联系，机上载有 154 名















































落过程中发生空难造成 48 人遇难；[5]12 月 28 日，原定于印度尼西亚泗水飞往新
加坡的亚航 QZ8501 航班失联，造成机上 162 人全部罹难；[6]2015 年 2 月 4 日，












延误。2014 年 10 月，全国航班平均正常率只达 70%，包括东航、海航、厦航在




























































1 绪 论 
 3
空、首都航空等纷纷宣布转型低成本航空，加上新成立的福州航空、九元航空等，
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